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PREAMBLE 


The Provincial Auditor reported on the Ministry of Transportation’s Road User 
Safety Program in Section 3.11 of the 2001 Annual Report. The Standing 
Committee on Public Accounts held hearings on this audit report on February 18, 
2002, with representation from the Ministry of Transportation. This report 
constitutes the Committee’s findings and recommendations.! 


The Committee acknowledges the co-operation of officials from the Ministry of 
Transportation (Ministry or MTO) during these hearings. In addition, it extends 
its appreciation to the Office of the Provincial Auditor, the Clerk of the 
Committee, and the Ontario Legislative Library’s Research and Information 
Services Branch for their assistance. 


1. OVERVIEW? 


The Ministry’s goal is to improve road user safety, and undertake highway 
expansion and preservation to promote provincial growth and development. The 
Ministry’s Safety and Regulation Division, which administers the Road User 
Safety Program, has the following responsibilities: 


e setting safety standards, policies, and regulations for road users, vehicles, and 
commercial carriers; 


e inspecting, monitoring, and enforcing compliance with safety standards; 
e testing and licensing drivers and vehicles; 


e educating drivers on safe driving behaviour, and government policies and 
legislation for road user safety; and 


e maintaining information on every driver, vehicle, and commercial carrier in 
Ontario. 


To carry out these responsibilities, the Ministry operates six issuing offices, 48 
driver examination centres and has contracted with approximately 280 private 
issuing offices to provide driver and vehicle license renewal and related services. 
During the 2000/01 fiscal year, the Ministry administered 611,000 road tests and 
processed in excess of 18 million over-the-counter transactions. In the same year, 
the Program spent $101 million, and its licensing and registration activities 
generated approximately $894 million in revenue. 


The Ministry indicated that the success of the Program is demonstrated in the 
growth in licensed drivers and vehicles, and the declining number of fatalities in 
vehicle collisions.’ A number of other factors were noted by the Provincial 
Auditor and the Ministry as having contributed to this record. For example, 
support from police, public education programs on such matters as drinking and 
driving, the introduction of the graduated license system, and new vehicle 


technology.’ 





1.1. Audit Objectives and Scope 


The audit objectives were to assess whether the Ministry had adequate procedures 
in place to: 


e ensure that resources were managed with due regard for economy and 
efficiency; 


e ensure compliance with legislation, and government and Ministry policies; 
and 


e measure and report on the Ministry's effectiveness in fulfilling its legislated 
responsibilities.” 


1.1.1. Audit Conclusions and Recommendations® 


During the course of the audit of this Program, the Ministry imposed limitations 
on access to information which hindered the audit process. The Provincial Auditor 
subsequently received a commitment from the new Minister and Deputy Minister 
of Transportation and saw evidence that corrective action would be taken to 
ensure that the access-to-information problems would not re-occur. 


The Auditor concluded that the management of the Road User Safety Program 
was deficient in ensuring due regard for economy and efficiency. The Program 
did not ensure compliance with programs designed to enhance road safety, and its 
procedures to measure and report on program effectiveness were not satisfactory. 


The Standing Committee on Public Accounts endorsed the Provincial Auditor’s 
report and recommended the implementation of the Auditor’s recommendations 
by the Ministry of Transportation. 


Ministry Follow-up 


The Ministry stated during the hearings that it is committed to implementing all of 
the Auditor’s recommendations in a timely manner and that this process is 79% 
completed.’ It has responded by: 


e reducing the provincial average waiting time for road tests to six weeks; 


e eliminating the backlog of 30,000 unprocessed medical practitioners’ and 
optometrists’ reports; 
e improving the procedures for acquiring the services of consultants; and 


e issuing a code of conduct to help Ministry staff understand their obligations 
during an audit by the Provincial Auditor.® 


1.1.2. Ministry Response to the Committee’s Report 


The Standing Committee on Public Accounts has prepared supplementary 
recommendations in this report, based on its findings during the hearings. The 
Committee requests that the Ministry of Transportation provide the Committee 
Clerk with a comprehensive written response to this report within one hundred 





and twenty calendar days of the date of tabling with the Speaker, Legislative 
Assembly of Ontario. 


2. DUE REGARD FOR ECONOMY AND EFFICIENCY 


2.1. Driver Examinations 


The audit identified weaknesses in the management of the Ministry’s driver 
examination system and called for corrective measures to ensure that only 
qualified individuals pass. The Committee reiterated that several factors 
contributed to the servicing backlog; namely, the introduction of the Ontario 
Graduated Licensing System, the closure of certain Ministry offices, and staff 
attrition and turnover. 


The following concerns were identified in the audit report: 


e asignificant number of applicants waited over six months to take a road test to 
obtain a driver's license; 


e extreme variations in driver examiner pass rates were allowed to persist for 
over 10 years without corrective action being taken; 


¢ road user safety was impaired because drivers' road tests had been shortened 
below the minimum standard time for properly evaluating necessary driving 
skills; and 


e certain driver's license suspensions for impaired driving were rescinded due to 
procedural deficiencies (Reference: Administrative Driver's License 
Suspension Program, S. 33:4 


The Auditor recommended that the Ministry should periodically revise written 
tests; achieve its six-week waiting time standard for road tests; implement 
procedures, including periodic training for examiners, to better achieve 
consistency in the application of driver test standards; and test and evaluate 
applicants in accordance with Ministry standards. The Ministry provided a 
detailed list of the initiatives taken to address driver examination concerns 
identified in the audit, which relate to:’ 


e updating the driver knowledge test; 


e the confidentiality of Ministry examinations; 
e the six-week road test waiting time standard (e.g., hired additional staff, and to 
provide sustained customer service improvements, introduced Bill 65, 





1 Drivers who provide a sample over the legal limit (.08) or refuse a breath test will have their driver's license suspended 


immediately for 90 days under the Administrative Driver's License Suspension (ADLS) Program. This 90-day suspension 
is separate and distinct from any criminal charges a driver faces in court. Ontario, Ministry of Transportation, “Break The 


Law, Pay The Price”, Internet site http://www.mto.gov.on.ca viewed on May 31, 2002. 


Improving Customer Service for Road Users Act, 2001, as an alternative 
service delivery option); 

e discretionary check of driver examiners to ensure equity; and 

e best practices to achieve consistency in the application of driver test standards. 


2.1.1. Alternative Service Delivery 


Management Board of Cabinet principles for alternative service delivery (ASD) 
require that the delivery method must demonstrate a sound business case, 
acceptable customer service levels, and the best value for money. According to 
the Auditor, the Ministry hired 280 additional staff for driver testing in the 16 
months ended January 2001 at a cost of $10.3 million. Subsequently, it opted for 
outsourcing driver testing without a completed business case to support this 
decision. 


To ensure that potential outsourcing alternatives for the driver examination 
component of the Road User Safety Program are analyzed in an objective and 
thorough manner, the Auditor recommended that the Ministry should comply with 
the ASD Framework and ensure that a comprehensive business case is shia 
prior to seeking approval for any ASD option. 


Committee Hearings 


2.1.2. Rationale for Outsourcing 


The Ministry’s ASD objective is to improve customer service, through the more 
flexible delivery of driver examination, while maximizing the return to the 
province.'° The Ministry explained its rationale for outsourcing with a focus on 
improved service coverage: 


.. in examining business lines where there are 
service providers that can provide a higher 
degree of coverage in what is a very dispersed 
business, including our [Ministry’s] own driver 
exam centres, we examine where there might be 
business interests in providing that service and 
where there might be better coverage provided 
by the private sector. So we went forward to the 
Management Board of Cabinet on the 
outsourcing elements and got approval to again 
test the marketplace to see if, through an RFP 
[requests for proposals] process, there would be 
interest in having a service provider provide 
those services on contract to the Ministry. ! 


Concerns over the present level of customer service (e.g., the long waiting 
periods) and the projected expenditure required to hire and maintain additional 
staff contributed to the decision to consider options under the ASD framework. 
The Ministry explained certain service benefits: 





Such a move towards the selection of a service 
provider for driver examination would improve 
customer service (creating the potential for new 
value-added services). Criteria would be built 
into a Service Level Agreement with the service 
provider to ensure that drivers are carefully and 
consistently examined in accordance with 
Ministry driver test standards. The service 
provider would be required to meet the six-week 
waiting time standard for road tests. It would 
also be required to commit to ongoing driver 
examiner training. '* 


Business Case — Financial Analysis 


A business case is necessary to establish an acceptable basis for providing 
services through an ASD model. The Auditor had requested a copy of the. 
business case made to the Cabinet Committee on Privatization and SuperBuild, 
and according to the Auditor, the Ministry provided partial information near the 
completion of the audit process. 


The Auditor concluded that the Ministry had not completed a business case, and 
furthermore, that it did not demonstrate the validity of the assumptions and other 
information necessary for the decision to outsource.'* However, according to the 
Ministry, its Management Board submission constituted the strategic plan and 
business plan.’° 


The Ministry’s business case analysis was partially completed at the time of the 
hearing.'® For 2002 and 2003, the business case on each project would require 
Management Board approval on a phased approach. 


The Committee addressed overall costs and benefits to the province in 
outsourcing, for example, the financial impact on driver exam centres’ revenues 
and overall Program revenues generally.’ 


The Ministry explained that under the “price bid method” used for submissions, 
bids must ensure that the Ministry maintains at least current revenue levels and 
improves overall service delivery.'® The Ministry would forgo the 10 years of 
annual revenues and expenses, in exchange for a lump sum payment from the 
service provider(s) assuming responsibility for service delivery.’® It is the 
Ministry’s intention that it would be reimbursed at least at the level established 

7 : 20 es ; > 
prior to the outsourcing arrangement. The Ministry explained its approach under 
a structured 10-year license agreement: 


_.. the government will get not only what it pays 
on a 10-year basis in year one but the additional 
... premium for that business on top of that cost 
per year. So we [Ministry] are forgoing $39 





million [range of $39 to $40 million indicated 
by the Ministry] in our expenses to have 
someone else deliver the business on our 
behalf.”! 


The opportunities for cost reductions and cost 
efficiencies are realized in the bottom line of a 
business. We are anticipating and hoping that 
that will be reflected in the price bids that we 
get for the business, because as a 10-year 
opportunity they will have the opportunity to 
undertake a return on their investment. It's our 
hope that through our competitive process the 
government will realize those benefits...we do 

‘not intend to undertake this opportunity without 
ensuring that we're getting at least what we're 
getting now. 


Ministry revenues come from a number of products and services. Approximately 
70% of these revenues come from validation stickers, which are not part of the 
proposed privatization of the driver examination centres.”° In summary, the 
Ministry’s annual revenues from the driver examination function were 
approximately $63 million for year-end 2001, with expenses of approximately 
$39 to $40 million, and net revenues in the order of $23 million.** Under the 
proposed scenario, the Ministry would forgo annual revenues, for a lump sum 
payment for 10 years' worth of revenue from a service provider. . 


Tendering Process/Service Value 


As noted by the Ministry, the tendering process will provide an indication of the 
anticipated value of the service improvements under this outsourcing option.”° At 
the time of the hearings, the Ministry had not completed the tendering process and 
therefore bid prices were not available.’ 


We [Ministry] have to look at the net effect, and 
some of that can only be determined once we 
look at what bid quality and bid prices we get. 
We've not concluded that process for the driver 
exam alternative service delivery, for the 
outsourcing alternative service delivery in what 
we call our licensing services, our back office, 
as it were. Again, we have not gone out with the 
request for proposals but we are looking at the 
cost savings associated with not providing those 
services directly put up against the costs for 


sacs 28 
purchasing those services in the marketplace. 
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According to the Ministry, each of the bidding companies and/or consortiums will 
prepare a financial analysis of the projected value of future revenues and 
expenses, in comparison to a one time payment for the business. Such an analysis 
is Critical in a determination of whether the license arrangement is financially 
feasible for a supplier and beneficial to the province.”” 


At issue was whether the Ministry would proceed with outsourcing if confronted 
with diminished returns. The Ministry explained that it has followed a competitive 
process to generate a situation where the province is no worse off financially 
following this initiative.*° At the time of the hearings in February 2002, a decision 
had not been made on a service provider. 


2.1.3. Provincial Fee Structure and Service Levels 


The matter of potential fee increases in rural and remote areas of the province 
under outsourcing was addressed during the hearings, and the Ministry was asked 
whether fee structure provisions would be included in an agreement. According to 
the Ministry, fees are the sole responsibility of the Minister of Transportation, and 
may not be altered without provincial approval. This approach will prevent 
differential fee structures in the agreement(s), and queue jumping. 


The Ministry explained that it would prefer a single supplier or proponent to 
ensure set fees and service levels province-wide: 


...there are differential cost structures living 

in various regions of the province when you 
factor in demand and population for a client 
base. So the notion is that the bidder will be 
delivering services across the province, will take 
its revenue based on set fees across the 
province, not differential fees, and must 
maintain services and service levels the same in 
one part of the province as it does in the most 
urban, most populous parts of the province.” 


Service Standards 


The Committee enquired about the continuance of current standards of driver 
examination services.’ The request for proposals is accompanied by data to assist 
with the tendering process. The RFP provides information to interested parties on 
business standards and components for driver exam centres, such as locations, 
case volumes and client waiting times.** The Ministry elaborated on the nature of 
the services and associated costs, and the fee structure going forward: 


_.. the fee will be a standard fee, whether the 
test is provided on a Saturday or a Sunday or a 
Monday. 


Again, the benefit is derived in other aspects of 
the proponent's opportunities, and that's one to 
pull revenue forward, but they will have to 
determine whether they can withstand the 
additional costs associated with having a cadre 
of staff available, because the same benefits 
must accrue across the province. They may have 
to put on weekend services in order to meet 
their wait times in a particularly busy or 
populous area or areas where there are driver 
exam centres with high demand.*° 


The proponent is required to bid based on the requirement of a six-week 
provincial average waiting time at all driver exam centres, and each centre must 
remain in its general geographic location. These requirements are to be 
incorporated in the contract(s) and service level agreements. Business planning 
procedures in the future will be used to evaluate and assess bidders, taking into 
account such factors as long-term business trends, and costs and opportunities.*° 
Furthermore, under the new services arrangement, the Ministry’s spot auditing 
will have a complaints resolution process, and the proponent(s) will be required to 
report to the Ministry on matters of customer complaints and resolutions.” 


The Ministry provided an overview of the anticipated arrangements, based on its 
competitive assessment approach, which was developed from benchmarking in 
other jurisdictions:** 


e oversight and monitoring requirements in the contract and service level 
agreement for the delivery of the services; 


e established operational standards; 

e guidelines for Ministry access to information and the protection of privacy; 
e Ministry control over the fee structure; 

e auditing and spot-checking of the proponent; and 


e customer satisfaction surveys to provide a pattern and indication of areas in 
need improvement. 


2.1.4. Opportunities for New Revenues and Savings 


Privatized driver examination centres would be permitted to develop revenues 
through affiliated business options.*” According to the Ministry, there could be 
cost savings and certain efficiencies developed by a proponent through such 
opportunities.*° The Ministry elaborated on aspects of the financial arrangements 
with the service provider(s) that could result in additional earnings: 


They [service provider(s)] will pay us 
[Ministry], in net present value terms, an 





amount of money for that licence and they will 
also look at the opportunities they have within 
that licence, the 10-year period, to receive 
additional funds, to make additional money.”’ 


The Ministry provided interested parties with a definition of the types of affiliated 
businesses permitted with the centres, and requested that proposals identify the 
services contemplated (e.g., car rental agency).”” The Ministry indicated that 
certain products and services would be prohibited, with the Minister having an 
ultimate veto.*? Similar to changes in the fee structure, all services require 
provincial approval, subject to an allied service provision. 


Committee Recommendations 


This section of the report has addressed fundamental matters of concern to the 
Ministry’s consideration of outsourcing the driver examination function. These 
issues relate to the rationale for an ASD option, the proposed fee structure and 
future service levels, affiliated business opportunities, and the overall 
transparency of the process. In order to reach a decision, the Ministry will need to 
address these matters in the finalization of its business case. 


The Committee therefore recommends that: 


1. The Ministry of Transportation should prepare a business case prior 
to reaching a decision on whether to outsource the provincial driver 
examination function. 


2. In the event that the Ministry of Transportation decides to outsource 
the provincial driver examination function, it should assess the costs 
and benefits during the first year of operation and provide a report to 
the Standing Committee on Public Accounts on its findings. 


2.2. information Technology 


The Ministry’s 30 year old Legacy System supports the licensing and registration 
of drivers and vehicles for the Road User Safety Program. The Ministry did not 
provide the Auditor with certain essential information, and consequently, it was 
not possible through the 2001 audit to provide assurance that the Ministry's plan 
to spend $101 million on computer systems work was supported by a sufficient 
strategic plan and a proper business case. 


Committee Hearings 
2.2.1. Legacy System Replacement 


The Legacy computer system compiles information on vehicles, drivers and 
addresses. The Ministry’s concern is that this outdated system is linked to 
upgraded systems in other government programs, therefore, the Ministry has been 
building on a vulnerable technological base.™ There are now 13 ministries and 36 
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programs linked to the Legacy System, which include the Drive Clean initiative.” 
At the time of the audit, the Ministry was reviewing a plan with strategy options 
with Management Board.*° The plan covered the replacement of certain hardware 
and terminals for over-the-counter work, detailed architecture and software 
application replacement, and other updating plans.*’ 


A phased replacement approach has been recommended because of the 
interconnections to numerous ministries and initiatives, and external partnerships 
outside of the public service. The forecast date for SGU neti iS approximately 
four years, phased in each year with annual approvals.” 


Committee Recommendation 


The Committee concluded that the Ministry is warranted in investigating a 
replacement of the Legacy System. However, the Committee expressed concern 
that it was not possible through this audit to provide the necessary assurance that 
the planned expenditure on computer systems was defensible through a strategic 
plan and a business case. In the interim, a new Ministry protocol was developed to 
ensure that required information is provided to the Provincial Auditor for audit 


purposes. 


The Committee therefore recommends that: 


3. The Ministry of Transportation should complete the business case for 
the proposed replacement of the Legacy System and provide the 
Standing Committee on Public Accounts with the implementation 
schedule and expected benefits. 


2.3. Consulting Services 


Since the 1998-1999 fiscal year, the Ministry has spent approximately $27 million 
on consulting services for information technology and ASD projects. The Auditor 
concluded that the Ministry disregarded Management Board of Cabinet directives 
and Ministry policies and procedures in retaining these services. Furthermore, 
MTO did not ensure the cost effective acquisition and proper management of 
consulting services. 


The Auditor noted that millions of dollars' worth of consultants' work was 
mismanaged as consultants had been selected without a competitive tendering 
process, or engaged without a written contract in place. The Auditor 
recommended that the Ministry should ensure that consultants are engaged in a 
fair and competitive manner and that value for money is received. 
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Committee Hearings 


2.3.1. New Practices for Consultants 


The Ministry has implemented the Auditor’s recommendation providing oversight 
for consulting assignments, and thereby strengthening hiring practices.*” Using 
competitive tendering, Management Board established a list of acceptable vendors 
for various products and services.*” Ministries procure specialists from this list 
with the knowledge that a competitive price has been established and expertise 
verified.*’ In addition, the Ministry has instituted a secondary process requiring 
staff to solicit quotations from at least three prospective firms selected from a 
ae tse eee list, prior to the final selection from the list of prequalified 

rms. 


Contract Management 


Consultants had provided services before signed contracts were in place. The 
Ministry assured the Committee that this was no longer the case.** The Ministry’s 
general management of contracts led the Committee to question whether the 
public should have access to Ministry contracts.’ The Committee suggested that 
an open process, demonstrating to the taxpayer the contents of contracts, would 
ensure transparency and accountability.” In response, the Ministry expressed 
concern over the proprietary interests of businesses. 


Committee Recommendation 


The Ministry recognized that its contract administration required attention, and in 
response measures have been undertaken.*° The Committee concluded that these 
steps would require an assessment to ensure compliance with the new contract 
administration requirements. 


The Committee therefore recommends that: 


4. The Ministry of Transportation should provide the Standing 
Committee on Public Accounts with the key steps taken to improve 
contract administration procedures, to improve compliance with the 
Management Board Secretariat’s Consulting Services Directive. 
Specifically, it should explain how Ministry consulting services are 
selected within a competitive tendering process, contracts are duly 
executed, and value for money is demonstrated. 


2.4. Revenue Collection and Control 


Private issuing agents make daily deposits at the end of the business day or when 
the amount of cash on hand exceeds $15,000. In addition, they are required to 
electronically submit a daily financial summary to the Ministry. The Auditor 
noted that the Ministry's revenue collection and related controls required 
improvement, and recommended that the Ministry should undertake a series of 
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remedial steps to ensure that all funds are received from driver licensing and 
vehicle registration fees. 


Committee Hearings 


2.4.1. Uncollectable Debts 


The Ministry is responding to the Auditor’s concerns by pursuing debtors in a 
manner that is within industry standards, through collection agencies. The 
Ministry’s uncollectable debts are written-off after seven years; however, these 
records remain on the books. MTO wrote off $250,000 in 1998 and $925,000 in 
2000.>’ In 2000, the amount written-off was less than 1% of Ministry revenues, 
which is above industry standards that on average are between 0.5% and 1. 5%." 
The arurichs has decided to try again to collect the outstanding debts for the past 
fiscal year.” Not-sufficient-funds (NSF) cheques are a major factor in the 
collection patiteane 


The Provincial Auditor’s.observation on the size of the write-off and concern that 
there was an established trend, led the Ministry to review its collection measures. 
At the time of the hearing, the Ministry was exploring options to address the 
necessity of writing-off substantial uncollectable debts. For example, the 
possibility of extending ie deadline for writing off debts from seven to eight 
years was under review.”' The Ministry concluded that substantial progress had 
been made in debt collection in the past year on accounts older than seven years. 
Under the former policy, these debts would have been written off. oe 


Supplementary Information 


The Committee requested supplementary information following the hearings on 
the Ministry’s revenue collection and control measures. The Ministry’s Internal 
Audit Branch has completed a Revenue Control Review and implemented certain 
action plans from that Review. 


The reconciliation of older deposits has been addressed. According to the Deputy 
Minister: “I am pleased to report that we have completed the reconciliation of 
older deposit discrepancies that were identified by the Office of the Provincial 
Auditor. In addition, an automated daily reconciliation program has been 
developed and implemented. To enhance its collection efforts, the Ministry has 
implemented systems changes to better notify debtors and provide them with 
opportunities to pay.” ®° Also, measures have been taken to reduce the incidences 
of NSF cheques. 


In summary, the Ministry stated that it is in compliance with the Financial 
Administration Act with respect to debt collection, and that it collects in excess of 
99% of its revenue. This level of success is demonstrated in the following trend, 
consumer practices, and Ministry follow-up action: 


e the declining level of annual NSF cheque debt in contrast to the increasing 
amounts of driver and vehicle revenues; 
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e the use of personal cheques as a method of payment is decreasing; and. 


e pit Ministry cancels driver's licenses for outstanding driver license related 
ebt. 


Furthermore, since the Committee’s hearings the Ministry has introduced 
legislative changes to allow the Ministry to cancel, refuse to issue, or not renew a 
driver's license or a vehicle related product (e.g., a vehicle plate validation 
sticker), where the holder has an outstanding debt related to a driver or vehicle- 
related Ministry product.™ 


Committee Recommendation 


The Committee acknowledges that significant measures have been taken by the 
Ministry to address the revenue collection and control issues identified by the 
Provincial Auditor. The Committee is encouraged by the proposed legislative 
amendments to provide the Ministry with latitude on whether to issue 
driver/vehicle related products when the applicant has an outstanding debt. 


The Committee therefore recommends that: 


5. The Ministry of Transportation should provide the Standing 
Committee on Public Accounts with the results of its debt collection 
efforts for 2001-02 indicating the amount of the write-offs, with an 
accompanying explanation of the results and the proposed follow-up 
measures. 


3. COMPLIANCE WITH POLICIES AND PROCEDURES 


3.1. Driver Performance Monitoring and Intervention 


The Ministry's Driver Improvement Office is responsible for the administration 
and delivery of programs such as driver fitness. The audit noted that improvement 
was needed to ensure efficient and timely remedial action, and in certain cases 
license suspensions. Furthermore, the Ministry had not met its annual reporting 
requirement on road user safety since 1997, nor did it include recommendations 
for the prevention of motor vehicle accidents as required by the Highway Traffic 
Act. The Auditor recommended that steps related to these items were required to 
reduce the risk of motor vehicle accidents and to improve driver performance. 


Committee Hearings 


3.1.1. License Suspension 


The Ministry reported that under its Administrative Driver's License Suspension 
Program (ADLS) it processed in excess of 104,000 90-day suspensions for 
drinking and driving violations since 1996. In the order of 400 individuals’ ADLS 
suspensions were rescinded because the Ministry had not received the proper 
notification. In the event that the paperwork is not received, the driver’s license is 
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reinstated, resulting in safety concerns.°> However, the charge would still be 
processed under the Criminal Code unless dropped by the police. 


Revised Reporting Protocol 


The sharing of data for suspensions by the Ministry and the policing community 
is central to the success of the Program.’ The Ministry has taken steps to ensure 
that documentation is obtained from the police within seven days, and established 
the following protocol to ensure that the necessary documentation is received 
from the investigating officer: 


e reminder calls and a fax list of the outstanding notices are sent to the Registrar 
and the Canadian Police Information Centre (CPIC); 


e A standard letter is sent to the Chief of Police or Detachment Commander of 
the force initiating the administrative suspension; 


e the Ministry conducts supplementary follow-up on the outstanding list of 
drivers on CPIC; and 


e the Ministry contacts the Ministry of the Solicitor General regularly, and 
through their Policing Services Division, they send an All-Chiefs’ Bulletin out 
on such joint initiatives, to emphasize that a Notice to the Registrar be 
completed in a timely manner.®® 


Committee Recommendation 


The Committee noted that former practices contributed to these monitoring and 
intervention problems and that corrective steps were required. Checks and 
balances have been introduced by the Ministry, for example, to process 
suspensions on a timely basis.” 


The Committee therefore recommends that: 


6. The Ministry of Transportation should evaluate its revised protocol 
on the management of the Administrative Driver's License Suspension 
Program in 2002-03 to determine whether the necessary 
documentation is being received on time and that cases are properly 
processed. The results of this evaluation should be forwarded to the 
Standing Committee on Public Accounts upon completion. 


4. MEASURING AND REPORTING ON PROGRAM EFFECTIVENESS 


4.1. Customer Service 


The Program’s services include the licensing of drivers, road tests, vehicle 
registration, validation tags, and public education programs. The Provincial 
Auditor’s 1994 audit of the Driver Licensing and Control function identified 
problems with customer service, and in response the Ministry developed 
performance indicators.. 
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Although customers were satisfied with certain innovations such as the self- 
service kiosk, customer comment cards at Ministry offices, driver examination 
centres and private issuers noted that 49% of respondents were generally not 
satisfied with customer service, due to lengthy waiting times, lack of efficiency 
and discourteous staff. The audit noted that although the Ministry attempted to 
improve customer service, certain areas still require improvement. The Auditor 
recommended several corrective measures to enhance customer service under the 
Road User Safety Program. 


Committee Hearings 


4.1.1. Consumer Services and Protection 


Customer services are evaluated in terms of consumer satisfaction, variable hours 
of service, and customer relations.’’ It is worthy of mention that the Road User 
Safety Program has a high volume of interactions, in the order of 20 million 
transactions and tests in a typical year. Surveys on customer satisfaction indicated 
that in 1998 and 1999 there was a satisfaction rate of approximately 85%. 


As discussed in a previous section of this report, concerns were expressed during 
the hearings with the location of future services, and costs to provide uniform 
services in rural and remote areas of the province.” Under the current 
arrangement, the Ministry has increased the hours of operation with existing staff 
and weekend services have increased the Ministry’s workload.” Although the 
province has hired additional staff, it is necessary to determine the level of staff 
required to achieve a six-week standard in all locations, and whether it is 
financially feasible over the long term.” 


Future Services and Performance Requirements 


The Committee enquired about assurance of improved service delivery and 
consumer protection. The Ministry explained that in planning for the future, the 
current number and approximate locations of provincial driver exam centres 
would be maintained, and waiting times would be consistent at each facility 


ey 
across the province. 


The Ministry has several contractual performance requirements for future service 
providers and measures to ensure compliance.’ These include the following: 


e aplan to address substandard performance (e.g., steps to rectify problem areas 
based on Ministry performance standards); 


e anoversight body, accompanied by an issues management and complaints 
resolution process; 


e scheduled and unscheduled audits; 
¢ customer satisfaction surveys; and 
« monitoring of changes in legislation and/or regulations.’° 
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According to the Ministry, the intent of these initiatives is to maximize customer 
service improvements, to ensure that customer waiting times are at an acceptable 
level, and to maximize overall Program value.”” 


4.1.2. Backlog in Processing Medical Reports 


The backlog in processing medical reports was attributed to the Ministry’s 
prioritization of cases based on the Canadian Medical Standards and/or the 
National Safety Code guide. The patient evaluation process requires a physician 
to forward the patient’s form to the Ministry, and then Ministry staff determines 
the priority of each case and whether suspension of driving privileges is 
required.’ 


In response to the high volume a priority cases requiring attention, the Ministry 
employed additional resources.” It assessed the highest-need clients for 
reinstatement or suspension, and low-priority cases were allowed to accumulate.*° 
To compound this problem, some doctors had not reported medical conditions to 
the Ministry and were found liable in accident-cases: As a result of this increased 
attention, there was a significant increase in the number of notifications over a 
very short period, which contributed to the backlog.®” 


The Ministry’s analysis of the backlog cases indicated that 80% either met 
medical standards or required no action, and the remaining 20 % were required to 
submit up-to-date medical information. 82 High-risk cases are now processed 
within three to eight weeks.** In February 2002, the Ministry reported that it had 
eliminated the backlog of 30,000. 


The Ministry indicated that the backlog was attributed in part to an inefficient 
method of assessing cases. This matter has been addressed by improvements to 
Ministry business processes and user technology.® * The Ministry implemented 
various innovations as follows:*° 


e redesigned business processes to facilitate staff tasks/responsibilities (e.g., 
senior medical analysts provide assistance to junior analysts to assess cases in 
a more expeditious manner); 


e additional staff were hired at supervisory, analyst and support staff levels to 
process new cases and to address the backlog; 


e acommittee investigated streamlining the physicians’ patient medical report 
form (e.g., provision of detailed information permitting Ministry analysts 
dealing with reinstatements and/or suspensions); 


¢ improvements to the imaging system (e.g., new templates to save input time 
required for the preparation of the client response); 


e improvements to software applications integrating old systems with individual 
driver data (e.g., processing letters and forms); and 
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° the Ministry plans to introduce technological enhancements to provide access 
to individual files/MTO file response, and improve Ministry access to the 
medical advisory committee and/or the medical advisors. 


It was concluded that these innovations would help to address future demands as 


they relate to the demographic shift of an aging population, and evolving patterns 
in medical conditions.® 


4.1.3. Protection of Privacy 


The Ministry confirmed that it has contractual arrangements with various 
companies, in such fields as insurance and marketing, for the sale of client 
information for commercial purposes. The Committee expressed concern with 
potential privacy issues under these contractual arrangements.*” 


Initially, the Information and Privacy Commissioner's Office concluded that this 
AURIS was sound; however, in 1999 and 2000, that Office identified certain 
concerns.”” In response, the Ministry conducted audits of a cross-section of these 
firms and concluded that improvements were required in the overall 
administration of information. Subsequently, adjustments were made to address 
these audit concerns.*® 


The Ministry assured the Committee that strict rules ensure that information 1s 
only released in accordance with the Freedom of Information and Protection of 
Privacy Act.” Ontario has new protocols and provisions in place to ensure the 
protection of privacy, which include: 


e the clarification of consent notices on Ministry forms, so that when personal 
information is provided, it is done under the auspices of the Freedom of 
Information and Protection of Privacy legislation; and 


«the information that is sent to a firm by the Ministry is subject to audit to 
determine the internal management of that information (e.g., protocols to 
protect individual identity).”” 


The Ministry assured the Committee that it had dealt with privacy and access to 
information matters in the driver examination ASD model. It is to be addressed in 
the proposed contract, and through the appointment of a privacy officer to the 
successful proponent. : 
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5. LIST OF COMMITTEE RECOMMENDATIONS 


1. The Ministry of Transportation should prepare a business case prior 
to reaching a decision on whether to outsource the provincial driver 
examination function. 


2. In the event that the Ministry of Transportation decides to outsource 
the provincial driver examination function, it should assess the costs 
and benefits during the first year of operation and provide a report to 
the Standing Committee on Public Accounts on its findings. 


3. The Ministry of Transportation should complete the business case for 
the proposed replacement of the Legacy System and provide the : 
Standing Committee on Public Accounts with the implementation 
schedule and expected benefits. 


4. The Ministry of Transportation should provide the Standing 
Committee on Public Accounts with the key steps taken to improve 
contract administration procedures, to improve compliance with the 
Management Board Secretariat’s Consulting Services Directive. 
Specifically, it should explain how Ministry consulting services are 
selected within a competitive tendering process, contracts are duly 
executed, and value for money is demonstrated. 


5. The Ministry of Transportation should provide the Standing 
Committee on Public Accounts with the results of its debt collection 
efforts for 2001-02 indicating the amount of the write-offs, with an 
accompanying explanation of the results and the proposed follow-up 
measures. 


6. The Ministry of Transportation should evaluate its revised protocol 
on the management of the Administrative Driver's License Suspension 
Program in 2002-03 to determine whether the necessary 
documentation is being received on time and that cases are properly 
processed. The results of this evaluation should be forwarded to the 
Standing Committee on Public Accounts upon completion. 
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